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ABSTRAK 
 Industri makanan dan minuman merupakan salah satu sector andalan untuk 
laju pertumbuhan di Indonesia. Salah satu bisnis industri makanan dan minuman 
salah satunya adalah restoran. pertumbuhan sektor makanan dan minuman di 
Indonesia dari tahun ke tahun semakin naik.   
KFC yang terkenal dengan sajian ayamnya melakukan brand extension 
dengan membuka KFC Naughty by Nature dengan tujuan menyediakan atmosfer 
baru terhadap penggemar KFC. Sean Galael melihat adanya potensi market yang 
baik untuk konsep barunya pada brand extension KFC ini. Brand extension adalah 
ketika sebuah perusahaan menggunakan salah satu merek yang dibentuk mereka 
untuk produk atau kategori produk baru (Kopp, 2020). Menurut Aaker (1991) 
probabilitas keberhasilan suatu produk baru dapat lebih tinggi dengan parent brand 
nya yang terkenal. Dengan brand parent KFC yang sudah terkenal maka diharapkan 
KFC Naughty by Nature dapat tetap disukai oleh penggemar KFC. 
KFC Naughty by Nature menerapkan konsep casual dining dan dengan 
menu yang lebih sehat dengan menyediakan salad. Konsep ini ditujukan untuk 
orang-orang yang mengkonsumsi makanan sehat tetapi tetap enak. Maka dari itu 
peneliti ingin meneliti faktor-faktor seperti food quality, service quality, dan 
physical environment dapat mempengaruhi customer satisfaction dan behavioral 
intention KFC Naughty by Nature. 
Penelitian ini menggunakan descriptive research design dengan metode 
pengumpulan data menggunakan kuesioner yang disebarkan secara online 
menggunakan google forms kepada orang-orang yang pernah mengunjungi KFC 
Naughty by Nature yang kemudian data yang diperoleh dari responden diolah 
menggunakan software LISREL 8.8. Hasil temuan pada penelitian ini adalah food 
quality dan physical environment berpengaruh positif terhadap customer 
satisfaction, customer satisfaction berpengaruh positif terhadap behavioral 
intention, dan service quality tidak memiliki pengaruh terhadap customer 
satisfaction. 
Kata kunci: food quality, service quality, physical environment, customer 
satisfaction, behavioral intention, casual dining.  
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ABSTRACT 
 The food and beverage industry is one of the mainstay sectors for the growth 
rate in Indonesia. One of the food and beverage industry businesses, one of which 
is a restaurant. The growth of the food and beverage sector in Indonesia is 
increasing from year to year. 
KFC, which is famous for its chicken dishes, did a brand extension by 
opening KFC Naughty by Nature with the aim of providing a new atmosphere for 
KFC fans. Sean Galael sees a good market potential for his new concept for this 
KFC brand extension. Brand extension is when a company uses one of their 
established brands for a new product or product category (Kopp, 2020). According 
to Aaker (1991) the probability of success of a new product can be higher with its 
well-known parent brand. With KFC's well-known parent brand, it is hoped that 
KFC Naughty by Nature can still be liked by KFC fans. 
KFC Naughty by Nature applies the concept of casual dining and with a 
healthier menu by providing salads. This concept is aimed at people who eat 
healthy but still delicious food. Therefore, researchers want to examine factors such 
as food quality, service quality, and the physical environment that can affect 
customer satisfaction and behavioral intention at KFC Naughty by Nature. 
This study uses a descriptive research design with data collection methods 
using questionnaires distributed online using google forms to people who have 
visited KFC Naughty by Nature then the data obtained from respondents is 
processed using LISREL 8.8 software. The findings in this study are that food 
quality and physical environment have a positive effect on customer satisfaction, 
customer satisfaction has a positive effect on behavioral intention, and service 
quality has no effect on customer satisfaction. 
Keywords: food quality, service quality, physical environment, customer 
satisfaction, behavioral intention, casual dining.  
 
v 
   
KATA PENGANTAR 
 
Puji syukur kepada Tuhan Yang Maha Esa atas rahmat dan penyertaannya 
bagi peneliti sehingga dapat menyelesaikan laporan skripsi yang berjudul “Analisis 
Pengaruh Food Quality, Service Quality, dan Physical Environment terhadap 
Customer Satisfaction dan Penerapannya pada Behavioral Intention Telaah KFC 
Naughty by Nature” ini dengan baik dan tepat waktu. Penelitian ini merupakan 
salah satu syarat peneliti untuk menyelesaikan jenjang Pendidikan Strata 1 (S1) di 
Fakultas Bisnis program studi Manajemen Universitas Multimedia Nusantara. 
 Melalui skripsi ini peneliti berharap dapat memberikan manfaat baik 
akademis dan praktis bagi semua orang yang membaca terlebih kepada pelaku 
industri makanan agar mendapat pemahaman baru tentang perilaku konsumen 
dalam bertindak. Dalam proses penyusunan skripsi ini peneliti didukung oleh 
berbagai pihak diantaranya: 
1. Tuhan YME yang terus memberikan penyertaan dan pertolongan bagi peneliti. 
2. Keluarga peneliti yang memberikan dukungan baik moral dan materil bagi peneliti. 
3. Ibu Angelina Theodora Ratna Primantina, S.E., M.M. selaku ketua sidang yang 
memberikan kritik dan saran agar penelitian ini menjadi lebih baik.  
4. Ibu Purnamaningsih, S.E., M.S.M. selaku dosen pembimbing peneliti yang telah 
menuntun dan membimbing peneliti hingga menyelesaikan penelitian ini dengan 
baik. 
5. Ibu Arum Silviani, A. Md., S.E., M.S.M. selaku dosen penguji yang memberikan 
kritik dan saran terhadap penelitian ini agar lebih baik lagi.  
6. Bapak Dr. Mohammad Annas, S.Tr.Par., MM., CSCP selaku Ketua Program Studi 
Manajemen Universitas Multimedia Nusantara.  
7. Teman-teman peneliti yang sama-sama berjuang dan selalu mengingatkan peneliti 
dalam menuntaskan studi yaitu Amelia Pradita Eka, Catherine Suwardi, Stacia 
 
vi 
   
Andani, Sherly Wijaya, Marita Gita, Moelly Chintia, Milianda Metta, Raphaella 
Edward, dan Marlius Owin. 
8. Seluruh responden yang bersedia mengisi kuesioner penelitian yang disebarkan 
peneliti. 
9. Seluruh pihak lain yang tidak dapat disebutkan peneliti satu per satu yang ikut 
terlibat dan mendukung dalam penyusunan skripsi. 
Peneliti menyadari penuh bahwa penulisan laporan skripsi ini masih jauh 
dari kata sempurna sehingga peneliti sangat menerima kritik dan saran dari seluruh 
pembaca. Peneliti juga berharap penelitian ini dapat menambah wawasan dan 
pemahaman baru bagi seluruh pembaca. 
 
 












LEMBAR PENGESAHAN SKRIPSI .............................................................................. i 
PERNYATAAN ORISINALITAS SKRIPSI .................................................................. ii 
ABSTRAK ........................................................................................................................ iii 
ABSTRACT ...................................................................................................................... iv 
KATA PENGANTAR ....................................................................................................... v 
DAFTAR TABEL .............................................................................................................. xi 
DAFTAR GAMBAR ........................................................................................................ xii 
BAB I .................................................................................................................................. 1 
PENDAHULUAN ............................................................................................................. 1 
1.1 Latar Belakang ........................................................................................................ 1 
1.2 Perumusan Masalah ............................................................................................... 6 
1.3 Tujuan Penelitian .................................................................................................... 8 
1.4 Pertanyaan Penelitian ............................................................................................. 7 
1.5 Batasan Penelitian ................................................................................................... 8 
1.6 Manfaat Penelitian .................................................................................................. 9 
1.6.1 Manfaat Praktisi .............................................................................................. 9 
1.6.2 Manfaat Akademisi .......................................................................................... 9 
1.6.3 Manfaat Peneliti ............................................................................................... 9 
1.7 Sistematika Penelitian ............................................................................................ 9 
BAB II .............................................................................................................................. 11 
LANDASAN TEORI ...................................................................................................... 11 
2.1 Restoran ................................................................................................................. 11 
2.2 Food Quality .......................................................................................................... 13 
2.3 Service Quality ...................................................................................................... 15 
2.4 Physical Environment ........................................................................................... 17 
2.5 Customer Satisfaction ........................................................................................... 18 
2.6 Behavioral Intention ............................................................................................. 19 
2.7 Pengembangan Hipotesis Customer Satisfaction ................................................ 19 
 
viii 
   
2.7.1 Pengaruh Positif Food Quality terhadap Customer Satisfaction .............. 19 
2.7.2 Pengaruh Positif Service Quality terhadap Customer Satisfaction ........... 20 
2.7.3 Pengaruh Positif Physical Environment terhadap Customer Satisfaction 21 
2.7.4 Pengaruh Positif Customer Satisfaction terhadap Behavioral Intention . 22 
2.8 Model Penelitian .................................................................................................... 23 
2.9 Penelitian Terdahulu ............................................................................................ 24 
BAB III ............................................................................................................................. 29 
METODOLOGI PENELITIAN .................................................................................... 29 
3.1 Gambaran Umum Objek Penelitian ................................................................... 29 
3.2 Jenis dan Desain Penelitian .................................................................................. 36 
3.3 Prosedur Penelitian ............................................................................................... 40 
3.3.1 Periode Penelitian .......................................................................................... 40 
3.3.2 Pengumpulan Data ......................................................................................... 40 
3.3.3 Proses Penelitian ............................................................................................ 40 
3.4 Populasi dan Sample ............................................................................................. 43 
3.4.1 Sample Unit .................................................................................................... 43 
3.4.2 Sampling Technique ...................................................................................... 44 
3.5 Identifikasi Variabel Penelitian ........................................................................... 45 
3.5.1 Variabel Eksogen ........................................................................................... 46 
3.5.2 Variabel Endogen ........................................................................................... 46 
3.5.3 Variabel Teramati .......................................................................................... 47 
3.6 Definisi Operasional Variabel. ............................................................................. 47 
3.7 Teknik Pengolahan Analisis Data ........................................................................ 53 
3.7.1 Uji Validitas .................................................................................................... 53 
3.7.2 Uji Reliabilitas ................................................................................................ 55 
3.7.3 Metode Analisis Data dengan Structural Equation Model (SEM) .............. 55 
3.7.5 Measurement Model ...................................................................................... 63 
3.8 Model Keseluruhan Penelitian (Path Diagram) .................................................. 68 
BAB IV ............................................................................................................................. 69 
ANALISIS DAN PEMBAHASAN ................................................................................. 69 
4.1 Deskripsi Hasil Penelitian .................................................................................... 69 
4.2 Profil Responden ................................................................................................... 70 
4.2.1 Profil Responden berdasarkan Gender ........................................................ 70 
 
ix 
   
4.2.2 Profil Responden berdasarkan Usia ............................................................. 71 
4.2.3 Profil Responden berdasarkan Profesi ........................................................ 72 
4.2.4 Profil Responden berdasarkan Domisili ...................................................... 73 
4.2.5 Profil Responden berdasarkan Anggaran yang Dikeluarkan untuk 1x 
Makan di Luar ........................................................................................................ 74 
4.3 Analisis Deskriptif ................................................................................................. 75 
4.3.1 Food Quality ................................................................................................... 76 
4.3.2 Service Quality ............................................................................................... 78 
4.3.3 Physical Environment .................................................................................... 80 
4.3.4 Customer Satisfaction .................................................................................... 82 
4.3.5 Behavioral Intention ...................................................................................... 83 
4.4 Uji Instrumen ........................................................................................................ 84 
4.4.1 Uji Validitas Instrumen ................................................................................. 84 
4.4.2 Uji Reliabilitas Instrumen ............................................................................. 86 
4.5 Hasil Analisa Data Structural Equation Model (SEM) ....................................... 87 
4.5.1 Hasil Analisis Measurement Model ............................................................... 88 
4.5.2 Hasil Analisis Structural Model (SEM) ....................................................... 101 
4.5.3 Koefisien Determinasi .................................................................................. 106 
4.6 Pembahasan Hasil Penelitian ................................................................................ 107 
4.6.1 Hasil Uji Pengaruh Food Quality terhadap Customer Satisfaction ........ 107 
4.6.2 Hasil Uji Pengaruh Service Quality terhadap Customer Satisfaction .... 108 
4.6.3 Hasil Uji Pengaruh Physical Environment terhadap Customer Satisfaction
 ................................................................................................................................ 108 
4.6.4 Hasil Uji Pengaruh Customer Satisfaction terhadap Behavioral Intention
 ................................................................................................................................ 109 
4.7 Implikasi Manajerial .......................................................................................... 110 
4.7.1 Upaya Meningkatkan Customer Satisfaction Melalui Food Quality ...... 110 
4.7.2 Upaya Meningkatkan Customer Satisfaction Melalui Service Quality .. 114 
4.7.3 Upaya Meningkatkan Customer Satisfaction Melalui Physical 
Environment .......................................................................................................... 118 
4.7.4 Upaya Meningkatkan Behavioral Intention Melalui Customer Satisfaction
 ................................................................................................................................ 119 
BAB V ............................................................................................................................ 120 
KESIMPULAN DAN SARAN ..................................................................................... 120 
 
x 
   
5.1 Kesimpulan .......................................................................................................... 120 
5.2 Saran .................................................................................................................... 121 
5.2.1 Saran bagi Perusahaan ................................................................................ 121 
5.2.2 Saran bagi Peneliti Selanjutnya .................................................................. 122 
DAFTAR PUSTAKA .................................................................................................... 123 
LAMPIRAN .................................................................................................................... 129 
Hasil Pretest SPSS Variabel Food Quality .............................................................. 129 
Hasil Pretest SPSS Variabel Service Quality ........................................................... 132 
Hasil Pretest SPSS Variabel Physical Environment ............................................... 135 
Hasil Pretest SPSS Variabel Customer Satisfaction ............................................... 138 
Hasil Pretest SPSS Variabel Behavioral Intention ................................................. 140 
OUTPUT LISREL MEASUREMENT MODEL ................................................... 144 
OUTPUT LISREL STRUCTURAL MODEL ........................................................ 155 
KUISIONER (GOOGLE FORMS) ......................................................................... 168 
Form Konsultasi Skripsi ........................................................................................... 179 










































   
DAFTAR GAMBAR 
 



























   
Gambar 3.21 …………………………………………………………………..…67 
Gambar 3.22……………………….……………………………………………..68 
Gambar 4.1………….………………….………………………………………...70 
Gambar 4.2……….……………………………………………………….……...71 
Gambar 4.3………….……………………………………………………………72 
Gambar 4.4………….………………….………………………………………...73 
Gambar 4.5……….……………………………………………………………...74 
Gambar 4.6………….……………………………………………………………89 
Gambar 4.7………….………………….………………………………………...90 
Gambar 4.8……….……………………………………………………………....93 
Gambar 4.9………….……………………………………………………………93 
Gambar 4.10………….………………….……………………………………….94 
Gambar 4.11……….……………………………………………………………..94 
Gambar 4.12……….……………………………………………………………..95 
Gambar 4.13………….………………….……………………………………….96 
Gambar 4.14……….……………………………………………………………..97 
Gambar 4.15……….…………………………………………………………….97 
Gambar 4.16……….…………………………………………………………….98 
Gambar 4.17……….…………………………………………………………….99 
Gambar 4.18……….……………………………………………………………101 
Gambar 4.19……….……………………………………………………………102 
Gambar 4.20……….……………………………………………………………111 
Gambar 4.21……….……………………………………………………………113 
Gambar 4.22……….……………………………………………………………116
